
OUR PASSENGER COMMITMENTS

We think it’s quite simple:

We’ll treat you as our guest - We’ll always try to offer you the very best 

possible airport experience or make it right if we don’t.

We hate queues - We know you do too, so Gatwick is working hard with our staff 

and airport partners to keep queues in all areas to a minimum.

We love to be on time - We’ll do our best to get you away on time. 

Gatwick wants to deliver the service you expect at every
stage of the airport journey.
Everyone who works at the airport - airlines, handling agents and other service partners - has a role to play in getting 
you to and from your aircraft and departing promptly. We’re working hard every day with our staff, airlines, and our 
partners to deliver the high standards of service that we know you expect.
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We’ll treat you as our guest 
Tell us what you think and we’ll always listen

-   Share your views in an email, letter or ‘tweet’ at any time of day or night and we’ll always 
get back to you promptly

-  We’ll listen to your suggestions and take appropriate action - we might even ask you to
  get involved in solving the problem

If you need extra support, we’ll be there to help

-    If you’ve got reduced mobility let us know and whether you arrive at our car parks, 
entrance buildings, forecourts or check-in - we’ll get help to you as quickly as we can

-  We’ll work with our airlines to get onto the plane to assist you as quickly as we can

-  We’ll keep in touch with you throughout your airport journey 

We’ll give you the retail and catering brands you prefer

-  We’re constantly listening to your feedback through regular research to improve our retail offer

-  We want you to rate our shops and restaurants to help us to improve the service  
you receive

 
We hate queues
We’ll make it quicker for you to check-in

-  We’re investing in technology to help airlines speed up the check-in process

-  We’re supporting airlines that introduce online, self-service or night-before  
check-in

We’ll make it quicker for you at security

-  We’re investing £45m in new state-of-the-art security facilities in South Terminal 

-  We’ve introduced assistance lanes for passengers with reduced mobility and families 

We’ll make it easier for you at passport control 

-  We’re working with the UK Border Agency to deliver a secure and efficient  
passport control

-  We’re adding more desks in the new immigration hall in South Terminal

We love to be on time
We’ll do our best to get you away on time

-  We’ve introduced airport collaborative decision making to improve punctuality

-  We’re improving runway efficiency to help keep flights on time

-  We’re working with our airlines to monitor our performance and drive improvements 

On behalf of the airlines, I fully endorse Gatwick’s commitments | 
to passenger service -

Martin Spiers 

Chairman, Airline Operators Committee

feedback@gatwickairport.com 
twitter: @gatwick_airport 

www.gatwickairport.com


